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Introduction
The rise in Coronavirus is causing several problems in the world. For
instance, an increase in COVID-19 has put a temporary prohibition on
payment schedules. As a result, the finance and technology sector is
facing an unprecedented outbound of collection call volume.

“ There will be interruptions, and I don’t know when

they will occur, and I don’t how deep they will occur, I do know
they will occur from time to time, and I also know that we’ll
come out better on the other end ”
- Arvind Krishna CEO IBM

Challenge
They have to manage high call volumes with
the help of work-from-home agents only.

As the current business environment is
uncertain, they now require hiring new
employees.

Hiring new employees means they will also
need to be trained properly to provide the
best services. According to Peppers and Rogers Group, more than 65% of companies
provide effective tools and training to gain
trust with their customers.

There is the problem of an increase in
management monitoring overhead, due to
the changing environment.

Agent productivity is going to waste, as the
phone pickup rates are quite low these days.

Solutions

Usually, the collection calls last only for a
few seconds. The bigger challenge here is
that people hardly answer these calls.
However, script delivery rarely requires a
consultative approach. Therefore, the
collection calls can be made with the help
of AI-Powered voice bots.

AI Voice Assistants are capable of
handling customers with ease. The first
intervention by AI Voice Assistants is
used to run the knowledge base. If
escalation occurs, human agents
Intervene.

Since AI Voice Assistants can learn and adapt
with time, companies can start using them by
loading pre-existing chats and calls. With this
data, AI solutions for collection calls can be
trained on real questions and utterances to
be able to handle complex problems.

Thus, we see that they have a lot of
advantages over human agents. They can not
only handle calls more efficiently but can also
work for long hours, without suffering from
any kind of fatigue.
The voice bots can also capture the
customer’s commitment to pay and can store
the conversation in text format, for further
analysis.

Benefits
Using AI-Powered voice bots for collection calls can have several benefits
like:

We help businesses enhance their customer experience using AI-Powered
Voice Assistant in customer interaction channels and Speech Analytics in
historical or post-facto speech data.
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